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The successful implementations of CRM(Customer Relationship Management)
are not common, while the successful cases for medium and small-sized enterprises
are even fewer, though the CRM is prevalent among commercial banks. How CRM
system fits into the bank system when commercial banks are moving towards the
customer-oriented strategy is the core part of this article. The relevant technologies
are discussed based on the analysis of strategies of medium and small-sized
enterprises, the general theory of customer relationship management applied in
medium and small-sized enterprises, such as data mining, spring architecture, etc. The
functional categorization and the standard modeling terminologies are essential to the
CRM system in medium and small-sized enterprises based on the supply-demand
analysis. The primary description of maintenance of system, customer feedback
management and reporting tool function are included in this article. The proposal of
CRM system for the medium and small-sized enterprises was based on the strategy
development of medium and small-sized enterprises, features of the management of
customer relationship of medium and small-sized enterprises and the current
application of the CRM system. The two critical and specific technical solutions are
customer realization based on data mining and IT system based on
SOA(Service-Oriented Architecture).
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绝对优势。1999 年美国有中小企业 3200 万家，占全国企业总数的 99%以上，发
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